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Introduction 
Two of the most important things for running a successful dental business are good communication and motivation. (Nebojsa m Petkovic2022) It's not just the tools or professional knowledge that make up a practice; it's also how well the team works together, communicates, and stays motivated to provide the best care possible. Because of this, managers of dental practices need to know how communication works and how different ways of motivating staff can make both patients and staff happier.

This study looks at some important theories of communication, like the communication cycle, Berlo's Model, and the Shannon-Weaver Model, to show how messages are sent, received, and sometimes misunderstood in a busy dental practice. It also shows how important it is to use the right tone, wording, and level of formality for the patient, team member, or regulatory body you are writing for. Managers can build trust, cut down on misunderstandings, and make the workplace more polite by changing what and how people talk to each other.

The report looks at communication as well as motivation using well-known theories like Maslow's Hierarchy of Needs, Herzberg's Two-Factor Theory, McClelland's Theory of Needs, and McGregor's Theory X and Y. These models help explain what motivates different people and how managers can change their method to meet different needs, such as basic job security, personal growth, and recognition.

Real-life examples from the workplace are also included, like getting comments from coworkers and making a plan for your own growth. These resources and ideas give you a full picture of how inspiration and communication work together to create a good work environment and make patient care better. It is the purpose of this report to give useful suggestions for improving leadership, teamwork, and communication in a dental practice and a personal look at how to improve individually.
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Evaluation
The secret to managing a successful dental practice is motivation and effective communication. Management must ensure that employees are aware of their responsibilities, feel valued, and remain inspired to provide patients with the best care possible. Understanding how communication functions, particularly through communication models and the communication cycle, is helpful for doing this effectively.
A straightforward method of illustrating the transmission and reception of messages is the communication cycle. It comprises the following steps: the sender creates (or encodes) the message, sends it using a medium (such as writing or speaking), the recipient decodes (or comprehends) it, and finally provides feedback. Distractions or ambiguous language, also referred to as "noise," might make it difficult to understand the message.

The Berlo's Model and the Shannon-Weaver Model are two popular models of communication. The technical aspects of communication, such as the components of the message system and how noise can lead to misunderstandings, are the main focus of the Shannon-Weaver Model. The Berlo's Model focusses more on people—how communication is impacted by the abilities, attitudes, and knowledge of both the speaker and the listener.
Both models illustrate the dissemination of messages and the potential for issues. (Chibale, B. (2021) Berlo's model focusses more on the individuals involved, whereas Shannon-Weaver is more methodical and mechanical. These models are still relevant today despite their age.
(Gillespie 2018) Using these models in a dental practice helps managers stay in touch with employees, prevent miscommunications, and maintain team morale. Although they don't always fully portray the complexities of actual talks, their greatest merit is their demonstration of how to identify and address communication issues. Nevertheless, they are useful instruments for enhancing cooperation and communication in a busy dental practice.
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It's important for managers at a dental practice to use the right words, tone, and amount of formality when they write or talk to other people. This keeps things respectable, builds trust, and keeps things clear.

Formality changes based on the person you're speaking to. If you're writing to the General Dental Council (GDC) or someone else outside of the practice, you should be formal. To do this, you should use correct titles, polite language, and a clear format. However, there's a better way to talk to your team during the day, though. For example, you could tell a dental nurse informally “well done" quickly in person or over chat.

The person's language should match what they know. It's okay to use dental terms like "periodontal assessment" when talking to staff. But it's better for people to understand if you use simple words like 'gum health check'.

What you say and how you say it should change depending on who you're talking to. Outline for a team meeting could have clear goals and short points. A performance review should be well-organised, including good points, things that could be done better, and what should be done next. For patients, messages like those that tell them of appointments should be short, clear, and nice.

Tone is how the word makes you feel. When you give comments to staff, be kind and helpful. A calm and reassuring tone of voice makes nervous patients feel better when you talk to them.

It also matters how you talk to people. You should write a letter or email for important information. For quick news, it's faster to chat or talk in person. Video talks help with meetings that take place in different locations.
It's easier to talk to people, work together, and make patients feel more cared for when you use the right tone, words, and level of politeness for each person and situation.
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Communication is very important in a dental practice to make sure that patients are happy, that the team works well together, and that day-to-day tasks go smoothly. People talk and write to each other all the time.
Verbal contact includes talking to someone in person for instance like at a staff meeting or a patient consultation, calling a patient to confirm an appointment, and video calling them for training or remote meetings.
Pros: Talking to someone face-to-face is quick, lets you get feedback right away, and helps you get to know them. It's great for going over sensitive topics or describing treatment plans.
Cons: There is no permanent record, texts can be misread, and if not timed correctly, it can stop work from progressing.
How it works: Clear, calm speech along with good body language and listening skills helps people understand.
This doesn't work: Conversations that are rushed or not clear often lead to confusion and mistakes.

Written communication methods including emails are used for internal updates or to follow up with patients, text messages are used for reminders, letters are used for formal contact, and posters or noticeboards are used for ongoing information.
Pros: Written letters are permanent, can be read again later, and are good for sending formal or complicated information. Text messages are a good way to send short, important notes.
Cons: Written conversation may not have enough tone, which can lead to confusion. It's also normal for people to respond slowly or not at all to messages.
How it works: Written in a way that is clear and makes sense for the reader and the purpose; for example, short, friendly texts for patients or long, official emails for regulators.
This doesn't work: When you use too much jargon with your patients or give your staff unclear orders, it can cause confusion.
In general, using both types together works best. For building relationships and dealing with immediate problems, talking is better than writing. Writing    
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 is better for keeping records and giving clear instructions. Picking the right way for the job guarantees good care and easy communication.

Drive is what makes people do things like behave in certain ways or work hard at their jobs. When it comes to dentistry, motivation has a direct effect on work, teamwork, and taking care of patients.

There are two main types of drive:

Intrinsic drive comes from inside you. For instance, a dental hygienist might be proud of helping people improve their oral health and enjoy their work when they do it well.

Extrinsic motivation is when you get awards from outside sources, you are motivated. For instance, a receptionist might be driven by bonuses for making sure appointments are kept or by praise from the public for good service.

There are a number of ideas that try to explain why and how people are motivated:

This is Maslow's Hierarchy of Needs.
(Wong 2018) According to Maslow, people have five stages of needs: the physical, the safety, the social, the esteem, and the self-actualization. In a dental practice, workers need fair pay (physical), a safe place to work (safety), good team relationships (social), praise (esteem), and chances to learn and grow (self-actualization).
(Yarbrough, J. W 2024) (Some people might not meet these needs in this order, and some needs might combine.

Herzberg's Theory of Two Factors
In this idea, motivation is broken up into two parts:
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Dissatisfaction is avoided by hygiene factors like pay and rules.

Satisfaction comes from things that drive you, like success and duty. (Alrawahi, S.2020)
In a dental practice, giving career advancement (a motivator) may get more people to work hard than just raising pay.
Criticism: Motivators might not work the same way for all staff.

The Theory of Needs by McClelland
This is about three needs: power, belonging, and success. One dentist might want to be successful (achievement) or take on leadership tasks (power). (Baptista, R. C. S 2021)
One criticism is that it thinks everyone is driven by one main need, which isn't always true.

Theory X and Y by McGregor
Theory X says that people need to be controlled and don't like their jobs.
Theory Y: People like to work and want to be responsible.
Theory Y helps people work together and be more motivated in a dental practice.
Some people think the idea is too broad and might not work for all staff.

Understanding these theories helps managers adjust motivational strategies to meet the needs of each employee, which boosts morale and work output.(Tania Santos 2024)
Individual and group success are both very important in a dental practice for giving good care to patients. (Motivat Gürbüz, S 2014) Motivationion is one of the most important things that affects success. Different people on a team may be motivated in very different ways. (Lawter, L 2015) Some may be driven by personal success and job advancement, while others may value a supportive work environment or financial incentives like bonuses or praise.
Some are driven by clear goals, chances to keep learning, and the feeling 
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that patients and coworkers value them. Others may be motivated by knowing they have a job, or growing professionally. Practice managers can improve how they work with their teams by learning what drives each person on the team.

However, success can be hurt by a number of things. When people on a team or between employees and management fight, it can make the workplace toxic and decrease moral. Not knowing what your responsibilities are, not being able to communicate, or feeling like you are not valued at work can also make you less productive and unhappy at work.

Too much work, not enough staff, or not having the right tools can all make performance even worse. These problems can be lessened with regular reviews, open communication, a good work environment and a good practice manager. By encouraging teamwork and feedback, you can make sure that your employees feel heard and involved, which can make them more engaged and motivated.
In conclusion, the best way to improve performance and job satisfaction in a dental practice is to understand what drives people, make the workplace respectful and open, and deal with problems before they become a problem.

Maslow's Hierarchy of Needs is a theory that is often used in dental practice to explain what drives people. This theory says, people are driven by five types of needs: physiological, safety, social, respect, and self-actualization. It means that workers need to have their basic needs met (like fair pay and a safe place to work) before they can be driven by progressive needs like being noticed or growing as a person.
Maslow's theory is clear in dental practice, which has clear pay scales, regular breaks, and a clean, safe space. As a way to meet social and esteem goals, team building, supportive leadership, and reward systems are used. Staff members can reach their full potential and become self-actualized when they have the chance to get more training and advance.
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This method mostly works because it meets a lot of different motivating needs. But it may not work for everyone because it assumes that everyone is driven in the same way. In reality, based on their own situations, some people may value being noticed more than money.
Another idea, like Herzberg's Two-Factor Theory, which divides motivators (like achievement and duty) from hygiene factors (like pay and working conditions), might give us a better idea. Putting both theories together might give us a better way to get everyone on the team more motivated and improve their role.

Questionnaire given to dental staff to assess own ability –

0 = Don't agree at all | 2 = Disagree | 3 = Not sure | 4 = Agree | 5 = Strongly Agree
1 - I give patients clear and simple instructions and processes.
2 - I pay close attention to what other people say and answer correctly.
3 - I understand and show empathy, especially when people are upset or nervous.
4 - I talk to people in a professional way, which includes using the right tone, stance, and privacy.
5 - Depending on who I'm talking to that is children, coworkers, or old patient, I change how I talk.

Question 1 – 5 answered agree – 5 answered strongly agree
Question 2 – 9 answered strongly agree – 1 agree
Question 3 – 10 answered strongly agree
Question 4 – 8 answered strongly agree – 2 answered agree
Question 5 – 10 answered strongly agree.                                                       9
42 out of 50 points in whole are answered strongly agree 




10 dental colleagues were given a questionnaire on clarity, listening, empathy, professionalism, and adaptation to assess my communication abilities. They ranged from 0 (disagree) to 5 (strongly agree).

They responded with 42 "strongly agree" comments and 8 "agree" responses, suggesting positive feedback across all areas.

The feedback indicates that my colleagues value communication skills, notably in empathy, adaptability, and active listening, with unanimous "strongly agree" replies. These results were positive and surprising, especially in adaptability, where assumptions were made on requiring  development.
Although no major deficiencies were found, the somewhat lower scores on question 1 (clarity) and question 4 (professionalism) show that they may need to improve how to explain procedures and present themselves in 
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particular encounters.

In conclusion, the results indicate great communication skills inside the practice. Ideally they will continue to improve by requesting regular feedback, improving how they communicate with patients, and maintaining a consistent tone and professionalism.

PDP 
	Nicola Jones
	2431355

	From 18/05/25
	To 18/05/26



	What do I want/need to learn? (Specific & Relevant)
	What will I do to achieve this? (Specific)
	What resources or support will I need? (Achievable)
	What will my success criteria be? (Measurable)
	Target dates for review and completion (Timebound)

	Improve my confidence and clarity when calling and meeting patients.

	Complete the Communication Management Course and practice skills during work hours.
	Access to course materials, supervisor support, study time.

	I will answer patient questions clearly and professionally, earning staff/patient praise.

	Review: 4 weeks after course start; Completion: 8 weeks.

	Handle uncomfortable conversations like late arrivals and complaints gently and professionally.

	Participate in course role-plays and watch senior personnel handle them.

	Course tutor guidance, mentorship from experienced team members.
	will be able to handle at least three real patient complaints or disagreements with little or no further trouble.

	Review: Week 6; Completion: Week 10.

	Make your emails, texts, and notes more professional and correct when you write them.

	Review the course material on the best ways to write, and ask for comments on my emails.

	Access to templates and comments from coworkers or a manager.

	Fewer mistakes in written conversation and messages that are easier to understand.

	Review: Week 4; Completion: Week 8.
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Conclusion
A good dental practice depends on its staff being motivated and able to communicate clearly. This report looked at how spoken and written communication changes daily tasks, teamwork, and patient care. Tools like the communication cycle, Berlo's models, and Shannon-Weaver's models help make it clear how messages are sent and received. This shows how important it is to be clear, get feedback, and understand the context. Communication doesn't have to be one-size-fits-all. Changing the language, tone, and level of politeness depending on the audience—whether it's staff, patients, or regulators—can help people understand and get along better.

Motivation is just as important for driving teamwork, production, and staff morale. Theories like Maslow's Hierarchy of Needs, Herzberg's Two-Factor Theory, McClelland's Theory of Needs, and McGregor's Theory X and Y can help us figure out what drives dentists and their team to do their best work. Although each theory has its own pros and cons, a combined method lets managers meet the various needs of their teams in terms of motivation, such as through praise, career advancement, or a helpful workplace.

The communication skills test results back up the idea that people in the practice have strong interpersonal skills, especially when it comes to empathy, professionalism, and adaptability. There were some small things that could be done better, mostly in the clarity and design, but these are still great chances to keep growing.
To deal with these issues, a well-organised PDP was made, with clear, measured goals set for a certain amount of time. Communication and motivation will get better with ongoing training, feedback, and personal reflection. This will also help make the practice more collaborative, effective, and patient-focused.
A dental practice's success rests on more than just clinical skill; it also depends on how well the staff gets along with each other and with patients. 
13
13The patient experience and staff happiness are both greatly improved when communication is polite and motivation is encouraged.
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